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The Problem

• Installation workload had grown

• More, smaller orders coming in

• Multiple groups involved, with dependencies

• Confusion, dropped work, stalls
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Project Management SW?

• Tends to be heavyweight

• Manages one project well, not many

• Learning another tool
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Can RT do it?

• RT manages tasks well

• RT has requestors, owners, dependencies, 
time tracking

• Everyone was familiar with it

• Is this the “hammer syndrome”?
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Designing the Installation Queue

• Single queue set up

• Each ticket has fields to check off:

• Order Status

• Hostname

• DNS

• Rack

• Power

• Network ... and a few more
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Child Tickets for Sub-tasks

• Create a child ticket for each required step

• Assign child ticket to responsible party

• Tasks can proceed in parallel if possible

• Each person can maintain own queue of 
requests

• Resolving a child ticket updates parent 
status

8

8



Attachments and Links

• PDFs or spreadsheets with specs, layouts, etc 
can be attached to the ticket

• Link to purchasing system to track status of 
order

• Any other web bookmark can be stored in 
the ticket as well
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Installation Dashboard

• Need an overview of what’s in progress

• Need to slice it to see what’s waiting for any 
given group

• Need to summarize requirements for power, 
space, etc.
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• where power = ‘Required’
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Another step: Planning Queue

• Lead times for power upgrades can be long

• Networking needs time to plan infrastructure

• Starting when orders are placed is too late

• Try to capture possible orders as soon as 
groups mention them to us
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Queue Design

• Modeled on Installation queue without the 
workflow

• Added information about how many amps, 
square feet, network ports, might be needed

• Move to the Installation queue when it 
becomes an order
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